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S M T

What is your goal? What do you want to achieve? From what metric? To what metric? By what date?
Example: “I will decrease my 5K run time from 30 minutes to 21 minutes by June 15, 2020.”

R

How does this goal align with or support your dealer’s vision? 
What are the BENEFITS of achieving your goal? What are the CONSEQUENCES if you don’t?
Why is this goal important to you? 

RM TS ASpecific Measurable Achievable Relevant Time bound

SERVICE OPERATIONS ASSIGNMENT – ACTION PLAN



FIXED OPERATIONS 2 – SERVICE
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What specific actions or steps will you take to accomplish your goal?  What will you do differently or 
improve? 
For each, be sure to include necessary resources, who is accountable, the measurable result, and dates.  

A TS M

SPECIFIC ACTION/
STEP

NECESSARY 
RESOURCE(S)

ACCOUNTABLE 
PERSON(S) EXPECTED RESULT

START, END, & 
CHECK POINT 

DATES
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Potential Obstacles? Potential Solutions?

BOTTOM LINE! What is the financial impact (expressed in dollars) of achieving your goal?

R

How will you track your progress? Where will you find the information? How often will you check in? 

A TS M
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CONGRATULATIONS! You’ve accomplished your goal! You added or adjusted policies, procedures, and 
behaviors. Now what? How will you ensure you and your staff do not fall back into the previous habits 
that produced poor results? Be specific.

S A

SERVICE OPERATIONS HOMEWORK – ACTION PLAN


	How does this goal align with or support your dealers vision: My goal is to increase lube tech and apprentice proficiency from 60% to 90% by December 31, 2020.


	2020 National Automobile Dealers Association All Rights Reserved: Increasing lube tech and apprentice proficiency by 30% in two months brings our departments closer to accomplishing the dealership's 100% proficiency goal. By doing so, we are able to increase our department's gross profit. If we do not meet this goal we continue to miss out on profitability. It is important that we reach our goal to maximize each employee's potential not only to increase dealership profitability, but to ensure each employee's pay reflects their capability and additionally making our dealership a more desirable place to work.
	SPECIFIC ACTION STEPRow1: Each lube tech and apprentice takes training to complete certification
	NECESSARY RESOURCESRow1: Computers, Dealer Connect, Web Training Courses
	ACCOUNTABLE PERSONSRow1: Department manager (myself) or shop foreman
	EXPECTED RESULTRow1: Certification to complete additional shop work
	START END  CHECK POINT DATESRow1: Start: 10/19/2020

Checkpoints: 1st of each month, 1 week before deadline

End: 12/31/2020
	SPECIFIC ACTION STEPRow2: 
	NECESSARY RESOURCESRow2: 
	ACCOUNTABLE PERSONSRow2: 
	EXPECTED RESULTRow2: 
	START END  CHECK POINT DATESRow2: 
	SPECIFIC ACTION STEPRow3: 
	NECESSARY RESOURCESRow3: 
	ACCOUNTABLE PERSONSRow3: 
	EXPECTED RESULTRow3: 
	START END  CHECK POINT DATESRow3: 
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: 
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: 
	SPECIFIC ACTION STEPRow5: 
	NECESSARY RESOURCESRow5: 
	ACCOUNTABLE PERSONSRow5: 
	EXPECTED RESULTRow5: 
	START END  CHECK POINT DATESRow5: 
	SPECIFIC ACTION STEPRow6: 
	NECESSARY RESOURCESRow6: 
	ACCOUNTABLE PERSONSRow6: 
	EXPECTED RESULTRow6: 
	START END  CHECK POINT DATESRow6: 
	SPECIFIC ACTION STEPRow7: 
	NECESSARY RESOURCESRow7: 
	ACCOUNTABLE PERSONSRow7: 
	EXPECTED RESULTRow7: 
	START END  CHECK POINT DATESRow7: 
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	ACCOUNTABLE PERSONSRow8: 
	EXPECTED RESULTRow8: 
	START END  CHECK POINT DATESRow8: 
	A: Employee progress will be checked every Friday using Dealer Connect.
	A_2: Employees do not take, complete or pass training courses.
	A_3: Incentivize completion with teired bonuses based on employee proficiency rates.
	R: By increasing lubee tech and apprentice proficiency from 60% to 90% we will increase the department's gross profit by $3,300 per applicable employee. This equates to an increase of around $20,000 additional gross by the end of the year and $118,8000 by this time next year.
	S: Moving forward, lube techs and apprentices will enter a developmental program where they will get one-on-one training with a senior technician who will also supervise their Dealer Connect training and certification. This will ensure they reach 90-100% proficiency at an accelorated rate.


